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INTRODUCTION

Fhis-section-of-the- New-York-State The Virginia Carrier-to-Carrier (C2C) Guidelines
Performance Standards and Reports provides the metrics and performance standards
applicable to New-YorkTelephone-Company-dibia-Verizon Virginia Inc. New-Yerk-(“Verizon
VA,” “Verizon” or "VZ'N¥). Comprehensive explanations of the standard-s’ definitions,
measurement methodologies, reporting levels, geography covered, and the current product
intervals, are included within this document. In addition, this seetiendocument includes a |
glossary and appendices that provide explanatory material related to the metrics and standards.
The appendices also include a description of a statistical methodology that will be applied to
help assess whether there is any difference between the delivery of Verizon New-Yerk\/irginia
retail services and its wholesale products and services.

Verizon New-YerkVirginia will provide Performance Reports on a monthly basis. -te-the-A
Competltlve LocaI Exchange Carners (CLECs) that—we#e—member—s—ot—the—@%@—wonqng-gmupm

Wlshesants to obtaln reports produced pursuant to the Gwdellnes must contact the Account
Manager that Verizon New-YerkV/irginia has designated for that CLEC to make the appropriate
arrangements to receive the reports.
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PO-1
PO-2
PO-3
PO-4
PO-5
PO-6
PO-7
PO-8

Section 1
Pre-Ordering Performance

(PO)

Function

Response Time OSS Ordering Interface
OSS Interface Availability

Contact Center Availability

Change Management Notice

Average Notification of Interface Outage
Software Validation

Software Problem Resolution and Timeliness
Manual Loop Qualification
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Function:

PO-1 Response Time OSS Ordering Interface

Definition:
This metric measures the response time of the OSS Ordering Interface.

Response Time: For metrics PO-1-01 through 1-06_and PO-1-09, response time is the amount of time,
rounded to the nearest 1/100™ of a second for a Pre-Order transaction. For CLEC transactions, this is
measured from receipt of the request at Verizon’s interface to the time that the response is sent to the
CLEC. For Verizon retail simulated transactions, performance is measured between the issuance of a Pre-
Ordering query and the successful receipt of the requested information in a specific field and screen.

For PO-1-07, response time is the amount of time, rounded to the nearest 1/100" of a second, between the
issuance of a Pre-Ordering query and the receipt of an error message associated with a rejected query.

Average Response Time: Average Response Time is the sum of the response times divided by the
number of Pre-Ordering queries in the report period. It is calculated separately for PO-1-01 through PO-1-07
and PO-1-09. Queries that time-out are excluded from the calculation of Average Response Time.

Rejected Query: A rejected query is a query that cannot be processed successfully due to incomplete or
invalid information submitted by the sender, which results in an error message back to the sender.

Time-out: A query is considered to be a time-out when the requested information (or an error message) is
not provided within 60 seconds. Time-outs are set at long intervals to ensure that average response times
include long response times but do not include queries that will never complete.

Exclusions:

Normal exclusions include Saturday, Sunday, and major holidays, as well as hours outside of the normal
report period.

Note: If response time aberrations occur due to EnView robot failures or network failures between EnView
and the VZ Operations Support Systems (OSS), VZ notes such failure times, and reports the data without
exclusion in a footnote on the report.

Performance Standard:

The Performance Standards for the PO-1 metrics are as follows:

For PO-1-01 through PO-1-03, and PO-1-05 through PO-1-07;

.___-EDI and CORBA (application to application interfaces): _Parity with Retail plus not more than four (4)
seconds. The four (4) second difference allows for variations in functionality and additional security
requirements of interface.

- EorWEB GUI: Parity with Retail plus not more than seven (7) seconds. The seven (7) second

difference allows for variations in functionality and additional security requirements of interface.

For PO-1-04, Product & Service Availability, and PO-1-09, Parsed CSR: Parity with Retail; plus not
more than 10 seconds.

For PO-1-08: _Not greater than 0.33%.

Methodology:

The measurements for all PO-1 metrics (except PO-1-07) are derived from actual production
transactions for CLEC transactions and from simulated Pre-Ordering queries generated by Verizon's New
York's-EnView (formerly referred to as Sentinel) system for VZ retail transactions and CLEC PO-1-07
transactions.

For retail (and CLEC PO-1-07) transactions, EnView replicates the keystrokes a VZ Service
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Representative would enter for a valid Pre-Ordering inquiry transaction, and measures the response time
from when the Enter key is hit until a response from the Pre-Ordering OSS is received back on the display

screen.
At least ten VZ retail (and CLEC PO-1-07) simulated queries are generated per hour for each type

of query.
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The total number of simulated queries depends on the average response times.

Each query has a unique name that is based on time and date. The EnView robot monitors for a
matching response, and identifies successful responses by the file extension names. The file extension
varies according to whether the transaction was successful or experienced an error or time-out condition.
Successful response for an Address Validation request is identified by a file extension of ada. The file is
then read to ensure it starts and ends with the appropriate indicators for a successful transaction.

EnView also generates at least ten simulated incomplete or invalid Pre-Ordering queries per hour to enable
measurement of PO-1-07 Average Response Time — Rejected Query.

Data is reported based on transactions occurring between 8:00AM and 9:00PM Monday through
Friday, excluding New Year's Day, Memorial Day, July 4th, Labor Day, Thanksgiving Day, and Christmas
Day.

Formula:

& Response Times for each transaction divided by the Number of Simulated-Transactions for each

transaction type.

Report Dimensions:

Company: Geography:
VZ Retail - NewYorkVirginia
CLEC Aggregate
CLEC Specific (PO-1-09 only)
Products CLEC Aggregate:
EDI
CORBA
WEB GUI
Sub-Metrics — PO-1 Response Time OSS Ordering Interface
PO-1-01 Average Response Time — Customer Service Record (CSR)

Calculation Numerator Denominator
Sum of all response times for CSR Number of CSR transactions.
transactions.

PO-1-02 Average Response Time — Due Date Availability

Calculation Numerator Denominator
Sum of all response times for Due Date Number of Ddue Date Availability
(DD) Availability. transactions.

PO-1-03 Average Response Time — Address Validation

Calculation Numerator Denominator
Sum of all response times for Address Number of Address Validation transactions.
Validation.

PO-1-04 Average Response Time — Product & Service Availability

Calculation Numerator Denominator
Sum of all response times for Product and | Number of Product and Service availability
Service Availability. transactions.

! There is no Parsed CSR for retail, therefore basic CSR will be reported for retail performance.
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PO-1-05 Average Response Time — Telephone Number Availability & Reservation
Calculation Numerator Denominator
Sum of all response times for Telephone Number of Telephone Number
Number Availability/Reservation. Availability/Reservation transactions.
PO-1-06 Average Response Time — Mechanized Loop Qualification — DSL
Calculation Numerator Denominator
Sum of all response times for Mechanized | Number of Mechanized Loop Qualification
Loop Qualification. transactions.
PO-1-07 Average Response Time — Rejected Query
Calculation Numerator Denominator
Sum of all response times for a rejected Number of rejected query transactions.
query.
PO-1-08 % Timeouts
Calculation Numerator Denominator
Number of transactions that timeout. Total number of transactions.
PO-1-09 Parsed CSR
Calculation Numerator Denominator

Sum of all response times for Parsed
CSR transactions.

Number of Parsed CSR transactions.

2 While Address Validation can be completed on a stand-alone basis, Telephone Number reservation is always
combined with Address Validation. For VZ retail representatives this is a required two step process requiring two

separate transactions.
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Function:

PO-2 OSS Interface Availability

Definition:

This metric measures the OSS Interface Availability. The OSS Interface Availability metric is a
measurement of the time during which the electronic OSS Interface is actually available as a percentage of
scheduled availability. Verizon Service Representatives and CLEC Service Representatives obtain Pre-
Ordering information from the same underlying OSS. Thus, if a particular OSS is down, it is equally
unavailable to both Verizon employees and CLEC employees. Any difference in availability, therefore, is
caused by unavailability of the OSS interface.

Scheduled Availability is as follows:

Prime Time: 6:00AM to 12:00AM EST Monday through Saturday, excluding Holidays
Non-Prime Time: 12:01AM to 5:59AM EST Monday through Saturday, includingand all day
Sundays and Holidays.

Note: The number of downtime hours is noted in the Carrier to Carrier (C2C) reports under the
Observations column heading.

Separate measurements are performed for each of the following: Pre-Ordering/Ordering EDI, Pre-
Ordering/Ordering/Maintenance Web GUI, CORBA. and Maintenance-Electronic Bonding. The EnView
process will be expanded/updated to monitor and report on future OSS processes.

Exclusions:

The following exclusions apply:
. Troubles reported but not found in VZ's systems.
Troubles reported by a CLEC that were not reported to VZ's designated trouble reporting
center.
Scheduled interface outages for major system releases where CLECs were provided with
advanced notification of the downtime in compliance with VZ Change Management Guidelines.

Performance Standard:

Metrics PO-2-01 and 03: No standard.

Metric PO-2-02: 3 99.5%

Methodology — PO-2 OSS Availability
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Verizon uses EnView as one means of monitoring all VZ systems, including Retail OSS. VZ measures
reported outages, based on actual reported time frames as well as any outages captured by EnView and
not reported by CLECs. EnView is used as an alarm for system availability and to supplement CLEC
reported outages. If no CLEC reported an outage, but EnView detected an outage, the EnView outage is
included as if the entire CLEC population experienced the outage.

EnView measurement of the EDI, Web GUI, and CORBA interface availability is as follows: The mechanized
OSS interface availability process is based on the transactions created by the EnView Robots. The
program determines whether the Enview transactions were successful or unsuccessful, or if no transactions
were issued (not polled). Transactions are processed by transaction type separately for each interface type
and OSS. The hours of the day are divided into six (6) minute measurement periods.

If EDlan interface, for any Pre-Order transaction type, in a six (6) minute measurement period has at least
one successful transaction, then EDIthat interface is considered available. EDl-interface unavailability is
calculated only when all-ED! _interface transactions are unsuccessful and at least one of the corresponding
OSS transactions is successful. This indicates that EBIthe interface was not available while at least one
OSS was available. In this case, the six (6) minute measurement period is counted as unavailable. If it is
determined that no Enview transactions were issued, then the six minute measurement period is excluded
from all calculations since this is an indication of an EnView problem and not an EBlinterface problem.
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| Methodology —OSS Availability (Continued): |

Availability is calculated by dividing the total number of six (6) minute measurement periods in a 24-hour
day (excluding unmeasured six (6) minute measurement periods) into the number of periods with no
successful transactions for the day and subtracting this from 1 and multiplying by 100.

For example, there are potentially 160 six (6) minute measurement periods in a 16-hour period. If two six
(6) minute measurement periods lack successful transactions, then availability equals (1-(2/160)) x 100 =
98.75% Availability.

Trouble Logs: Verizon will make Verizon's trouble logs (which contain CLEC reports that the interface is
not available) available to the CLECs for inspection.

Formula:

-(Number of hours scheduled minus the number of scheduled hours not available) divided by (Number of
hours scheduled) multiplied by 100.

Report Dimensions:

Company: Geography:
CLEC Aggregate - NewYorkDistrict of Columbia, Maryland,
Virginia, and West Virginia (combined data)
Products : Maintenance Web GUI (RETAS) / Pre-Ordering/Ordering Web GUI
. EDI
CORBA

: Maintenance — Electronic Bonding
Sub-Metrics — OSS Interface Availability

PO-2-01 OSS Interface Availability — Total
Calculation Numerator Denominator
Number of hours in month minus the Number of Hours in Month.

Number of hours interface is not available
during month plus scheduled downtime.

PO-2-02 OSS Interface Availability — Prime-Time
Calculation Numerator Denominator
Number of prime-time hours in month Number of Prime-Time Hours in Month.

minus the Number of prime-time hours in
month interface is not available plus
scheduled downtime.

PO-2-03 OSS Interface Availability — Non-Prime-Time

Calculation Numerator Denominator

Number of non-prime-time hours in month | Number of Non-Prime-Time Hours in Month.
minus the Number of non-prime-time
hours in month interface is not available
plus scheduled downtime.
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Function:

PO-3 Contact Center Availability

Definition:

This metric measures the Contact Center Availability. Contact Center Availability is the hours of operation
for the Centers that support CLECs for Ordering, Provisioning, Maintenance and Billing issues. Contact
with CLECs is designed to take place via direct access systems. Carrier Support Centers are designed to
handle fall-out and not large call volumes.

This metric also includes Speed of Answer — CLEC centers. Speed of Answer is measured for Ordering
and Repair queues. This measure is reported out of the Automated Call Distributor (ACD). The Speed of
Answer measure includes calls that go to the main number in the center, either directly or from overflow
(CLECs choosing the option of the main number).

Note: Consistent-with-proposed-end-user-standard—% within 30 seconds includes 15% of Abandons and

10% of Busies in the denominator.

Speed of Answer is measured in seconds from the time a call enters the VZ ACD, following selection of a
menu option, until a representative answers the call. CLECs have the choice of calling the order processing
800 number, in which case the call is directed to the next available representative through the ACD, or
CLECs can call their dedicated representatives on the representative’s direct line. Calls placed to the
representative’s direct I|ne if unanswered will be forwarded to the ACD following selection of a menu

option.
a-peel—ef-t:epi:esentaLNes- VZ measures speed of answer for calls to the 800 number-and—fer—eaus-umeﬁe-the
e_and for calls forwarded to the ACD.

Speed of Answer measurements begin as follows: For calls to the 800 number, the measurement begins
when the call enters VZ's ACD, following selection of a menu option. For calls to a dedicated representative
that are forwarded to the ACD, the measurement begins when_the forwarded call enters VZ's ACD., following

selection of a menu option. _Fhe CLEC presses 0—In—eachcase—tThe measurement ends when a

representative answers the call.
Exclusions:
Calls directed to and answered by dedicated representatives.

Performance Standard:

Center Hours of Operation:
Repa|r HeIp Desk 24 hours/day seven (7) days a week

Fo-match-proposed-End User Standard:-Metrics PO-3-02 and 04, Speed of Answer: _80% within 30

seconds.

Metrics PO-3-01 and 03: No standard.

Products - Resale - UNE
PO-3-01 Average Speed of Answering — Orderin
Calculation Numerator T Denominator
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Sum of time from call initiated to call Total Calls Answered by Ordering Center.
answered for calls placed to main number
through the ACD.
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Sub-Metrics (continued) Contact Center Availability |

NY-PSC Case 97-C-0139

PO-3-02 % Answered within 30 Seconds — Ordering

Calculation Numerator Denominator
Number of calls to main number answered | Total calls answered by Ordering Center plus
within 30 seconds after the call was 15% of abandoned calls plus 10% of busy
received by the ACD. calls.

PO-3-03 Average Speed of Answering — Repair

Calculation Numerator Denominator
Sum of time from call initiated to call Total calls answered by Repair Center.
answered for calls placed to the main
repair number through the ACD.

PO-3-04 % Answered within 30 Seconds — Repair

Calculation Numerator Denominator
Number of calls to main number answered | Total calls answered by Repair Center plus
within 30 seconds after the call was 15% of abandoned calls plus 10% of busy
received by the ACD. calls.
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Function:

PO-4 Timeliness of Change Management Notice

Definition:
This metric measures the percent of Change Management Notices and associated documentation

availability sent before implementation according to prescribed timeliness standards within prescribed

timeframes.

Documentation is not considered available until all material changes are made.

Exclusions:

None.

Performance

Standard:

For Metric PO-4-

02: No standard.

Performance standards are set forth in the Change Management Processes and Procedures. VZ will
comply with applicable Change Management Processes and Procedures.

The performance standard for Metric PO-4-01, % Change Management Notices sent on time is 95% or
greater, and, for Metric PO-4-03, no delayed notices and documentation ever eight (8) or more days_late.

* Regulatory changes will vary based on applicabletion law/regulatory rules.

Timeliness Standards:

Change type Change Notification: Interval between Change Confirmation: Final Documentation
notification and implementation Availability before implementation®

Type 5 — CLEC originated 3 73 days for business rules, 3 66 days >= 45 days
for technical specificationsy}

Type 4 — Verizon 3 73 days for business rules, * 66 days | >= 45 days

originated for technical specifications}

Type 3 — Industry 3 73 days for business rules, 3 66 days | >=45days

Standard for technical specifications}

Type 2 — Regulatory

Time periods established in Regulatory
Order. If no time periods set, default to
above time period.

Time periods established in Regulatory Order. If no
time periods set, default to above time period.

Type 1 — Emergency Notification before implementation N/A
Maintenance
Products Change Noatification: Change Confirmation
- Type 1 — Emergency Maintenance Type 2 — Regulatory
Type 2 — Regulatory Type 3 — Industry Standard
Type 3 — Industry Standard Type 4 — VZ originated
Type 4 — VZ originated Type 5 — CLEC originated
Type 5 — CLEC originated
Sub-Metrics
PO-4-01 % Change Management Notices sent on Time
Calculation Numerator Denominator
Change Management Notifications sent Total number of Change Management
within required time frames. Notices sent.
PO-4-02 Change Management Notice — Delay one (1) to seven (7) days
Calculation Data Value
Cumulative delay days for all notices sent one (1) to seven (7) days late.
PO-4-03 Change Management Notice — Delay eight (8) plus days
Calculation Data Value

® Type one (1) change confirmation is not applicable.
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| Cumulative delay days for all notices sent eight (8) or more days late.

Verizon12/22/00 Compliance FilingVA Draft 4/30/01



Function:

PO-5 Average Notification of Interface Outage

Definition:
This metric measures the average amount of time that elapses between VZ identification of an interface
outage and VZ natification to CLECs that an outage exists. Notification is provided by electronic mail.

Note: Notification of Network Outages (different than Interface Outages) are covered in the Network
Performance section. Detailed information on network outages can also be found in the CLEC Handbook.
Exclusions:

Performance Standard:
Not more than: 20 minutes.

Report Dimensions
Company: Geography:

CLEC Aggregate - MZNorth-StatesNotification of interface outages
for OSS interfaces serving Virginia (combined
data). (Note, an OSS interface may handle
CLEC transactions not only for Virginia_but also
for other jurisdictions.

Sub-Metrics

PO-5-01 Average Notice of Interface Outage

Calculation Numerator Denominator
Date and time of outage notification to Total number of interface outages for which
CLECs minus date and time the interface | notice was given.
outage was identified by VZ.
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Function:

PO-6 Software Validation
Definition:
This metric measures software validation. Verizon maintains a test deck of transactions that are used to
validate that functionality in a software release Works as deS|gned Each transact|on in the test deck is

asslgned a Welght factor

appheatron-to-p;owde-merLAIA-semees-m-New#orI@ Wlthln the software valldatlon metrlc Welght factors
will be allocated among transaction types (e.g., Pre-Order, Resale-Order, UNE-Order, Platform-Order) and
then equally distributed across specific transactions within type. The initial array of weights for the
transaction types are displayed in Appendix O. If test transactions are added to the test deck, the
distribution of weights between transaction types will be retained, and then equally re-distributed across
specific transactions within type. The allocation of weight factors among transaction types may be adjusted
as part of the annual review process.

Verizon New-York-will execute the test deck at the start of the Quality Assurance (QA) and at the
completion of QA. Within one (1) business day, following a non-emergency software release to production
as communicated through Change Management, Verizon-New-York will begin to execute the test deck in
production using training mode. Upon completion of the test, Verizon New-York will report the number of test
deck transactions that were rejected or otherwise failed during execution of the test. Each failed transaction
will be multiplied by the transaction’s weight factor.

A transaction is considered failed if the request cannot be submitted or processed, or results in incorrect or
improperly formatted data.

This software validation metric is defined as the ratio of the sum of the weights of failed transactions in
production using training mode to the sum of the weights of all transactions in the test deck.

Exclusions:
None.

Performance Standard:
Metric PO-6-01: £5 %

Sub-Metrics
PO-6-01 Software Validation
Calculation Numerator Denominator
Sum of weights of failed transactions. Sum of weights of all transactions in the test
deck.
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Function:

PO-7 Software Problem Resolution Timeliness
Definition:
This metric measures Software Problem Resolution Timeliness. Each month, Verizon tracks the number of
rejected Pre-Order and Order transactions reported to the Help Desk, those rejected transactions resulting
from the test deck execution, and the time frame to resolve the problem. For the purposes of this metric,
rejected transactions caused by Verizon code or documentation errors or omissions that result in Type 1
changes are production referrals.

PO-7-01 is defined as the ratio of production referrals resolved within target response intervals to the total
number of production referrals, during the 30 calendar days following a non-emergency software release.

Exclusions:

Failed Pre-orders and Orders_transactions reported to the Help Desk between—receivedafter 6:00PM on
Friday and before-9:00AM on Monday will be treated as though they were received at 9:00 AM Monday.
Performance Standard:

Metric PO-7-01: 3 95% according to schedule below:,

Metrics PO-7-02 through 04: No standard.
Problem Resolution Timeliness Standard measured from time the trouble was reported to the Help Desk
(see Appendix O).

Change type Timeliness standard:
Orders rejected, with no workaround 48 hours
Orders rejected, with workaround 10 days
Sub-Metrics
PO-7-01 % Software Problem Resolution Timeliness
Calculation Numerator Denominator
Number of production referrals resolved Total number production referrals.
within timeliness standard.
PO-7-02 Delay Hours — Software Resolution — Change — Transactions failed, no
workaround
Calculation Data Value
Number of cumulative delay hours (beyond the 48-hour standard) for identified software
resolution changes associated with order rejects with no workaround.
PO-7-03 Delay Days — Software Resolution — Change — Transactions failed with
workaround
Calculation Data Value
Number of cumulative delay days (beyond the 10-day standard) for identified software
resolution changes associated with order rejects with a workaround.
PO-7-04 Delay Hours - Failed/Rejected Test Deck Transactions — Transactions failed, no
workaround *
Calculation Data Value
Number of cumulative delay hours (beyond the 48-hour standard) for software resolution
changes associated with order rejects with no workaround for Test Deck Transactions.

* This performance measure addresses the resolution timeliness for failed or rejected test deck transactions that
are executed in production using training mode.
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Function:

PO-8 Manual Loop Qualification

Definition:

The PO-8 Manual Loop Qualification metric measures the response time for the provision of Loop
Qualification information required to provision more complex services (e.g. 2W-xDSL), when such
information is not available through an electronic database.
Exclusions:
Noene-Weekend and Holiday Hours — Weekend Hours are from 5:00 pm Friday to 8:00 am Monday. Holiday
Hours are from 5:00 pm of the business day preceding the holiday to 8:00 am of the first business day
following the holiday. These hours are excluded from the elapsed time.
Performance Standard:
Metric PO-8-01: _95% within 48 Hours
Metric PO-8-02: _95% within 72 Hours
Sub-Metrics
PO-8-01 Average Response Time% On-Time — Manual Loop Qualification
Calculation Numerator Denominator
Count of manual loop gualification Number of Manual Loop Qualification
requests where the time from receipt of transactions.
requestSum-of all response times from
receipt-ofrequest for Manual Loop
Qualification to distribution of Loop
Quialification information_is less than or
equal to 48 hours.
PO-8-02 Average-ResponseFime% On-Time — Engineering Record Request
Calculation Numerator Denominator
Count of Engineering Record Requests Number of Engineering Record Request
where the timeSum-of all response times | transactions.
from receipt of reguestforEngineering
Record Request to distribution of
Engineering Record_is less than or equal
to 72 hours.
Note:

Metric PO-8-01 is intended to measure the timeliness of provision of manual loop qualification information where
such information is provided on a stand-alone basis separate from the LSR process. The metric will be
implemented when Verizon Virginia, after completion of the applicable change management notice processes,
beqins to provide manual loop gualification information on a stand-alone basis separate from the LSR process.
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OR-1
OR-2
OR-3
OR-4
OR-5
OR-6
OR-7

OR-8
OR-9

Section 2
Ordering Performance

(OR)

Function

Order Confirmation Timeliness

Reject Timeliness

Percent Rejects

Timeliness of Completion Notification
Percent Flow-Through

Order Accuracy

Order Confirmation/Rejects sent within
three (3) business days
Acknowledgement Timeliness

Order Acknowledgement Completeness
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Function:

OR-1 Order Confirmation Timeliness

Definition:
This metric measures Order Confirmation Timeliness.

Resale and UNE:
Order Confirmation Response Time: The amount of elapsed time (in hours and minutes)
between receipt of a valid order request (VZ Ordering Interface) (or fax date and time stamp) and
distribution of a Service Order confirmation. Rejected orders will have the clock re-started upon
receipt of a valid order. Partial migrations for less than six (6) lines — with accounts that include
more-than-six (6)_or more lines, that must be rearranged, will be treated as six (6) lines or greater.

Average Confirmation Response Time: The mean of all confirmation response times associated
with a product group.

Percent of Orders Confirmed On Time: The percentage of orders confirmed within the agreed
upon timeframes as specified in the Performance Standards.

Facility Checks — are completed on orders with more than five (5) lines.

Trunks:
The amount of time in business days between receipt of a clean Access Service Request (ASR)
and distribution of a Firm Order Confirmation (FOC). Measures Service Orders completed between
the measured dates. Note: The received date is restarted for each SURPsupplemental order.

Inbound Augment Trunks: For CLECs e-mailing a Trunk Group Service Request (TGSR), VZ will
respond with an ASR, or provide a negative response requesting additional data if it believes traffic
does not support the request. Orders for inbound trunks that are for a new trunk group, are in
excess of 192 trunks or that require T-3 construction, performance will be captured in the > 192
category.

Notes:

(1) Rejected Orders (orders that fail basic front-end edits) are not placed in the PON Master File.

(2) Verizon-New-York includes CLEC requests for resent confirmations that are submitted electronically as
well as resent confirmations due to Verizon—NewYork’s error in initial confirmation® in the Order
Confirmation Timeliness measurement. The measurements are based on confirmed orders. Cancelled
orders are also included.

(3) If no order confirmation time exists due to a missing order confirmation, Verizon-New—York will use the
completion notification time.

(4) The Ordering sub-metrics data reported in the monthly C2C reports only include orders confirmed in the
calendar month.

(5) The Pre-Qualified Complex category includes 2Wire Digital, 2Wire xDSL Loop, and 2Wire xDSL Line
Sharing orders that were pre-qualified.

® Resent confirmations due to CLEC error — such as duplicate PON numbers, or confirmations resent to
reschedule a missed provisioning appointment — either due to CLEC, End User or Verizon New-YorkVirginia
reasons are not counted as resent confirmations.
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Exclusions: |

Resale and UNE:

VZ Test Orders °

Weekend and holiday hours (other than flow-through):
Weekend hours are from 5:00PM Friday to 8:00AM Monday.
Holiday hours are from 5:00PM of the business day preceding the holiday to 8:00AM of the first
business day following the holiday. These hours are excluded from the elapsed time when
calculating the response times for non-flow-through requests.

For OR-1-19 — Inbound Augment trunks not requested via e-mail TGSR

For OR-1-01 and OR-1-02: SOP scheduled downtime hours (flow-through); SOACs-12 Midnight to 6

AM, Monday through Friday, and 12 Midnight to 7 AM, Saturday and Sunday; ExpressTRAK-11 PM to

6 AM, Monday through Friday, and 11 PM to 7 AM, Saturday and Sunday.

New York—-SOP scheduled-hours-are-asfollows:

ExceptionThe 3 onth-is-a-scheduled-release.—SOR will have-ala
start the following-Sunday-at 9:00AM-— Additionally, SOP downtime may be extended for
significant SOP releases, (e.g. NPA splits). All downtime extensions will be
communicated to CLECs in advance of the release through VZ Change Management
Guidelines.

®\/Z-Test Orders — see Glossary.
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NY-PSC Case 97-C-0139
| Report Dimensions |

Company: Geography:
CLEC Aggregate ’ - NewYorkVirginia |
CLEC Specific

Performance Standard: OR-1 Order Confirmation Timeliness

Metrics OR-1-02, 04, 06, 08, 10, 12, 13, and 19: 95% On Time according to the schedule below:,

Metrics OR-1-01, 03, 05, 07, 09, and 11: No standard.

Resale: UNE: Interconnection Trunks:
Electronically Submitted Electronically Submitted Electronically Submitted
Orders: Orders: Orders:
POTS/Pre-Qualified Complex: POTS/Pre-Qualified Complex: Firm Order Confirmation:
Flow-through orders: two (2) hours | - Flow-Through Orders: two (2) . £ 192 Trunks: 10 Business Days
Orders with no facility check: 24 hours . y . >192 Trunks: Negotiated Process
hours . N . Orders with no facility check: 24 Design Layout Record
Orders with facility check: 72 hours ' N £ 192 Trunks: 10 Business Days
hours - Orders with facility check: 72 hours )
Complex Services (requiring Complex Services(requiring > 192 Trunks: Negotiated Process
Manual !Loop gQualification) Manual Loop Qualification) Inbound Augment Trunks:
2- wire Digital Services: 72 hours - 2-Wire Digital Services: 72 hours + £192Trunks: 10 Business Days
Special Services: . 2-Wire xDSL Loops: 72 hours . > 192 Trunks: Negotiated Process
Orders with no facility check : 48 - 2-Wire xDSL Line Sharing: 72 hours
hours Faxed/Mailed Orders: Add 24
. Orders with facility check: 72 Special Services: hours to intervals above |
hours® - Orders with no facility check: 48
Faxed/Mailed Orders: hours ‘
Not measured available-for . Orders with facility check: 72 hours
Resale Faxed/Mailed Orders: Add 24
hours to intervals above. Not measured ‘
available for UNE POTS
OR-1-01 Average Local Service Request Confirmation (LSRC) Time (Flow-Through) °
Products Resale: UNE:
POTS/Pre-qualified Complex - Loop/Pre-Qualified Complex/LNP |
Platform
Calculation Numerator Denominator
Sum of confirmation date and time minus Total number of flow-through LSRs
order submission date and time for all confirmed for specified product.
orders that flow-through to Service Order
Processor (SOP) (e.g. no manual
intervention required) for specified product.

"Excludes Verizon Advanced Data Incorporated

0% Also includes orders requiring facility verification as listed on the Verizon web-site documented in Appendix L
(Product Interval Summary).

° vz will add complex and specials if this type of order is ever eligible for flow-through. However, manual
intervention is currently required for both retail and wholesale services for loop qualification or design.
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OR-1-02 % On Time LSRC — Flow-through
Products Resale: UNE:
POTS/Pre-qualified Complex Loop/Pre-Qualified Complex/LNP
Platform
Calculation Numerator Denominator
Number of electronic LSRCs sent where Total number of flow-through LSRs
the confirmation date and time minus the confirmed for specified product.
submission date and time is less than two
(2) hours for specified product.
OR-1-03 Average LSRC/ASRC Time - No Facility Check (Electronic Submission — No Flow-
through)
Products Resale: UNE:
POTS/Pre-qualified Complex - Loop/Pre-Qualified Complex/LNP
2-Wire Digital Services Platform
Specials (Non DSO, DS1 & DS3) 2-Wire Digital Services
Specials DSO 2-Wire xDSL - Loops
Specials DS1 2-Wire xDSL - Line Sharing
Specials DS3 Specials (Non DSO, DS1 & DS3)
Specials DSO
Specials DS1
Specials DS3
Calculation Numerator Denominator
Sum of confirmation date and time minus Total number of electronically submitted
the order submission date and time for all LSRs/ASRs not requiring a facility check
electronically submitted LSRCs/ASRCs, confirmed for specified product.
not requiring a facility check, by product
group.
OR-1-04 % On Time LSRC/ASRC - No Facility Check (Electronic — No Flow-through)
Products Resale: UNE:
- POTS/Pre-qualified Complex - Loop/Pre-Qualified Complex/LNP
2-Wire Digital Services Platform
Specials (Non DS0, DS1 & DS3) 2-Wire Digital Services
Specials DS0O 2-Wire xDSL Loops
Specials DS1 2-Wire xDSL - Line Sharing
Specials DS3 Specials (Non DS0, DS1 & DS3)
Specials DS0O
Specials DS1
Specials DS3
Calculation Numerator Denominator
Number of electronic LSRCs/ASRCs not Total number of electronic LSRsS/ASRs not
requiring a facility check, sent where requiring a facility check confirmed for
confirmation date and time minus specified product.
submission date and time is less than
standard for specified product.
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OR-1-05 Average LSRC/ASRC Time - Facility Check (Electronic — No Flow-through)
Products Resale: UNE:
POTS/Pre-qualified Complex - Loop/Pre-Qualified Complex/LNP
2-Wire Digital Services Platform
Specials (Non DS0, DS1 & DS3) 2-Wire Digital Services
Specials DSO 2-Wire xDSL Loops
Specials DS1 2-Wire xDSL - Line Sharing
Specials DS3 Specials (Non DS0, DS1 & DS3)
Specials DSO
Specials DS1
Specials DS3
Calculation Numerator Denominator
Sum of confirmation date and time minus Total number of electronically submitted
the order submission date and time for all LSRs/ASRs requiring a facility check,
electronically submitted orders, requiring a | confirmed for specified product.
facility check, by product group.
OR-1-06 % On Time LSRC/ASRC - Facility Check (Electronic — No Flow-through)
Products Resale: UNE:
POTS/Pre-qualified Complex Loop/Pre-Qualified Complex/LNP
2-Wire Digital Services Platform
Specials (Non DSO, DS1 & DS3) 2-Wire Digital Services
Specials DSO 2-Wire xDSL Loops
Specials DS1 2-Wire xDSL - Line Sharing
Specials DS3 Specials (Non DSO, DS1 & DS3)
Specials DSO
Specials DS1
Specials DS3
Calculation Numerator Denominator
Number of electronic LSRCs/ASRCs Total number of electronic LSRsS/ASRs
requiring a facility check, sent where requiring a facility check, confirmed for
confirmation date and time minus specified product.
submission date and time is less than
standard for specified product.
OR-1-07 Average ASRC Time - No Facility Check (Fax/Mail)
Products UNE:
- Specials (Non DS0, DS1 & DS3)
Specials DS0O
Specials DS1
Specials DS3
Calculation Numerator Denominator
Sum of confirmation date and time minus | Total number of faxed or mailed ASRs not
order submission date and time for all requiring a facility check confirmed for
orders submitted by fax or mail, not specified product.
requiring a facility check, by product
group.
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OR-1-08

% On Time ASRC - No Facility Check (Fax/Mail)

Products

UNE:
- Specials (Non DS0, DS1 & DS3)
Specials DSO
Specials DS1
Specials DS3

Calculation

Numerator

Denominator

Number of faxed or mailed ASRCs, not
requiring a facility check, sent where the
confirmation date and time minus the
submission date and time is less than the
standard for the specified product.

Total number of faxed or mailed ASRs, not
requiring a facility check, confirmed for
specified product.

OR-1-09

Average ASRC Time — Facility Check (Fax/Mail)

Products

UNE:
- Specials (Non DS0, DS1 & DS3)
Specials DSO
Specials DS1
Specials DS3

Calculation

Numerator

Denominator

Sum of confirmation date and time minus
the order submission date and time for all
orders requiring a facility check submitted
by fax or mail, by product group.

Total number of faxed or mailed ASRs
requiring a facility check confirmed for
specified product.

OR-1-10

% On Time ASRC - Facility Check (Fax/M

ail)

Products

UNE:
- Specials (Non DS0, DS1 & DS3)
Specials DS0O
Specials DS1
Specials DS3

Calculation

Numerator

Denominator

Number of faxed or mailed ASRCs
requiring a facility check sent where the
confirmation date and time minus the
submission date and time is less than the
standard for the specified product.

Total number of faxed or mailed AS